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ABSTRACT
The facilities management (FM) is an industry has coordinating all 
the efforts related to the planning, design and construction management 
including systems, equipment and furniture and to enhance the ability of 
organizations to compete in a rapidly changing world. The purpose this research 
is to study customer satisfaction on facilities management and safety aspect at 
shopping mall. Firstly, the focus of this research is to identify the customer 
satisfaction and need on the facilities management and safety aspect at the 
shopping m all. Secondly, to evaluate facilities management and safety aspect at 
shopping mall. Finally to recommend how to improve the facilities management 
and the safety aspect for customer at the shopping mall. The Three (3) shopping 
malls in Klang Valley are chosen AEON Bukit Tinggi Klang, Setia City Mall and 
Shah Alam Convention Center (SACC) mall. The methodology for are distributed 
questionnaire to customer and informal interview to the customer and staff. 
Secondary data collected from article, journal, internet and observation. The 
findings are overall the findings of this study indicate that respondents are 
satisfied on the facilities management and safety aspect at shopping mall. This is 
because all facilities provided majority is in a good condition and easy to 
manage. Thus, from the analysis researcher can conclude the overall of the 
shopping mall provided the facilities and safety aspect were in good condition 
and easy to maintain. These is because the customer could adapt with the thing 
that are not provided and lastly the facilities and safety aspect provided to 
satisfaction were safe to use.
CHAPTER 1
INTRODUCTION
1.1 Introduction
This thesis is about the customer satisfaction at shopping mall on the 
facilities management and safety aspects. A shopping Centre, mall or shopping 
plaza is a modern adaptation of marketplace (Amaratungan and Baldry 2002). It 
is a collection of independent retail shops, services and parking area, which 
contains, constructed and maintained by a separate management company as 
one unit. Shopping can be defined as an act of sale of goods and merchandise 
from a fixed location.
«
Facilities management is a discipline that focuses on resources to meet the 
needs of users to support the central role of people in their workplace, and also 
to provide services to continuously improve quality reduce risk and ensure value 
for money (Alexander, 1996). Facilities management plays an important role in 
providing a conducive working environment for building occupiers by providing 
quality services that meet customer requirements. These services include; 
Cleaning, maintenance, safety and security, parking, catering and waste 
management services.
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